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Abstract 
The concept of Process Maturity Levels was developed at the Software Engineering Institute (SEI) at Carnegie Mellon 
University in the Nineties, based on quality work originally undertaken by Watts Humphrey. Originally developed to support 
the analysis of software process maturity (CMM), the latest version, the Capability Maturity Model Integrated (CMMI) has 
been generalized so that it can be applied to any of a wide variety of processes in diverse organizations. CMMI defines five 
levels of process maturity that describe how organizations typically evolve from immature to mature organizations. 
Organizations at level 1 do not support processes in any significant way and are immature. Level 5 organizations are 
completely mature and have mastered the use of processes. Most organizations are not, right at one level or another. This 
report summarizes information provided by 520 respondents who completed Process Maturity Levels Survey between January 
and September in 2012. This analysis puts lot emphasis on how Bulgarian companies document processes and reveal the 
evolution of their maturity. The survey shows that most organizations in the Bulgaria are somewhere between Level 1 and 
Level 2, trying to expand the processes they have modeled and understand into a complete process architecture. Similarly, a 
smaller group of companies are between Level 3 and 4. They are working to establish process management and measurement 
systems throughout the company.  
© 2013 The Authors. Published by Elsevier Ltd. 
Selection and/or peer-review under responsibility of Lumen Research Center in Social and Humanistic Sciences, Asociatia 
Lumen. 
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1. Introduction 
As a result of market liberalization in the ongoing wide-scale processes of globalization, a leading factor in 
achieving sustainable development and competitive advantage becomes the maximum satisfaction of the market 
at a minimum cost of conducting business. This requires the efforts of Bulgarian enterprises steer towards this 
strategic goal. But it is particularly important not only to meet the needs, desires and expectations of the market, 
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and to focus their efforts on promoting these potential customers. The main problems facing Bulgarian companies 
are related to lack of knowledge and skills for effective Business Process Management. Another problem is the 
lack of competitiveness, due to the fact that most of enterprises are forced to solve current problems, especially in 
years of severe financial crisis than to concentrate their efforts on their strategic development. This problem is 
based on the lack of ability to document and manage primary and secondary processes in enterprises. To respond 
flexibly and appropriately to the dynamics of the business environment and the challenges of EU accession, the 
Bulgarian enterprises need a flexible methodology for building process architecture, managing of the business 
processes and enabling managers to plan, analyze, measure and monitor in real time, organizing change both at-
processes, and at enterprise level. The main purpose of this survey is to draw picture of the Bulgarian 
Enterprises that are immature and don’t perform consistently, and how many of them are mature organizations 
and produce quality products or services effectively and consistently. The report aiming to help Bulgarian 
managers to understand where their companies are today and to assist in developing a road map to help them get 
where they want strategically to go.  
2. Exploration 
    This analysis summarizes data by 520 respondents gathered in the period of January - September of 2012. In 
this case we sent an e-mail to the membership of Bulgarian Chamber of Commerce and Confederation of the 
Employers and Industrialists in Bulgaria – CEIBG invited them to participate in the survey. The selected sample 
of study consist of small, middle and large companies that represent broad cross section of Bulgarian industries. 
The survey covers the entire range of topics that can be said to be part of “business process” and we tend to draw 
managers and practitioners interested in BPM, Six Sigma, Business Rules, Reengineering and Business Process 
Outsourcing. A Process Management Team, as we use the term in this survey, refers to a formal group within an 
organization that, at a minimum, serves to provide support for others doing process work. It may do more it may 
coordinate all process work within the organization, monitor process performance, or undertake projects but at a 
minimum, it provides support for process change efforts. A Process MT can use any of several methodologies, 
such as BPM, Lean, BPMS or Six Sigma, or a combination of approaches. 
         We had 520 people completed the survey in 2012. Partial completes are not included in the tabulations. In 
the charts and tables that follow, some of the totals will add to less than 520 because some questions are not 
relevant to some respondents, or because some questions allowed respondents to select more than one answer. In 
addition, total percentages do not always sum to exactly 100% because of rounding, or because the question 
allowed the respondent to select more than one answer.  
     The respondents were asked to identify the industry in which they worked. The categories match those used 
by Bulgarian Department of Labor. The largest group (68%) chose “Food/Beverage”, and second largest group is 
from Financial services – 58%. The companies from Food/Beverage industry and from financial services industry 
is very competitive, generates high profit margins, and depends on computer systems to support or implement its 
services. Thus, they have always been quick to invest in any new IT hardware or software that might give them a 
competitive advantage. The next largest groups (53%) is in telecommunications and from the 
computers/consumer electronics/software industry (48%) and retailing (48%). Most of those choosing 
computers/consumer electronics/software are probably in the software area. The problem with this industry group 
comes in distinguishing those who are vendors of business process products and services, and those whose 
companies use BPM products to support their internal process work. Other groups are as follows: Education -
42%, Energy-35%, Light manufacturing – 33%,Business consulting -32%,Travel/Entertainment- 29%, Heavy 
manufacturing – 19%, Health care/Medical Equipment – 18% and Chemicals- 14%. The largest group (23%) 
chose “Other”, and most of those identified their industry as consulting. 
Bulgarian managers have been thinking about business process change for several decades now. Some of the 
Bulgarian organization are more sophisticated in their understanding of business process than others. The CMMI 
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model helps understanding where the companies are today. This report refers to the CMMI or Process Maturity 
Model and the analysis was conducted based on the theoretical principles embodied in this model.  
The concept of Process Maturity Levels was developed at the Software Engineering Institute (SEI) at Carnegie 
Mellon University in the Nineties, based on quality work originally undertaken by Watts Humphrey. Originally 
developed to support the analysis of software process maturity (CMM), the latest version, the Capability Maturity 
Model Integrated (CMMI) has been generalized so that it can be applied to any of a wide variety of processes in 
diverse organizations. Software organizations often pay SEI certified evaluators to do a formal evaluation to 
determine where their organizations are on the CMM scale. Many other companies do informal evaluations, 
based on the broad concepts inherent in the CMM “stair step diagram”.  
CMMI defines five levels of process maturity (See Fig.1). Organizations at level 1 do not support processes in 
any significant way and are immature. Level 5 organizations are completely mature and have mastered the use of 
processes. 
 
           Organizations  with  a  mature  attitude  towards  processes     
                                                                                                                                                                                                                                                              5. Optimizing 
 
                     Organizations at this level routinely  expect managers  employees to work together to improve processes. They  
                  understand   their processes  well enough  that they can conduct systematic  experiments to determine if changes                                                                                                  
                  will be  useful or not   
                                                                                                                                                                                                           
                 
                                                                                                                                                                                 4. Managed 
 
                Only a few organizations  have an organization-wide understanding of  how  processes  
                  relate and have their corporate  strategies and goals aligned via the  management hierachy  
                 to specific  process activities 
 
                                                                                                                                                                                      
  
                                                                                                                                                     3.Defined 
                                                           
                    They have processes documented  and standardized, but  
                  In  many  cases  management’s goals are only loosely                                        
                  linked  to process goal                     
                                                                           
 
                                                                                         2. Repeatable 
                                                                                                                                                                                                                                  
                                                                                                                                                                                            As organization become more mature , they begin to conceptualize business  
                                                                                                                                                                                             process  and  seek  to organize them, repeat success  and measure results 
                                                                                                                                                            
                                 1 .Initial                                                                                                                                    
                                                                                                            
                                                                                                               
                                                                                                                                
                                                                                                                              Entrepreneurial  organizations and new divisions do things   any  way they can to get started 
                                                                                                                                        
 
 
                                                                                                                                                                                                                      Organizations  with  immature  processes  management 
                                                                                                                                              
Fig.1. C  model (Capability Maturity Model) 
 
The five  levels  of  Capability  Maturity  Model are as follows: 
Level 1. No Organized Processes - Level 1 organizations don’t rely on processes. Things get done according 
to plans made on the fly. CMMI folks often refer to them as organizations based on heroes. Things get done 
because someone makes a heroic effort and gets the report out at the last minute. If someone asks how long 
Detailed measures of the 
process and product quality 
are collected. Both the pro-
cess and products are  
understood and controlled 
Basic project management 
Process are established to 
track cost, schedule and  
functionality. The nece-
ssary discipline is in place 
The process for both mana-
gers and engineering is 
documented, standardized  
and integrated  by  an 
organization methodology        
Continuous process impro-
vement  is enabled by quan-
titative feedback for the pro-
cess and from piloting inno-
vative new ideas and IT 
The process is ad hoc. Few 
activities are explicitly 
defined and success 
depends on individual 
effort and heroics 
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something will take, or what resources will be needed, those answering the question are just making a guess – 
they don’t have a systematic procedure or the data needed to provide accurate answers to these questions.  
Level 2. Some Organized Processes - When organizations first begin to embrace processes, they begin by 
trying to define their core or most commonly used processes. At this stage, they don’t conceptualize the entire 
company as a set of processes, all interrelated, but focus only on a specific process as it functions within some 
more or less arbitrary set of boundaries. Level 2 Organizations have several of their major processes defined.  
Level 3. Most Processes Organized - Level 3 organizations have most of their processes defined. They not 
only have models of their core business processes, but understand how management and support processes work 
to support those processes. Most Level 3 organizations have a process architecture that shows how all of the 
organizations in the company function. Thus, if there is a problem, it’s easy to quickly identify the processes 
that could be causing the problem and the implications for any suggested change.  
Level 4. Processes Are Managed - Level 4 organizations have gone well beyond simply defining all their 
processes. These organizations have process managers who gather data on process performance and customer 
satisfaction and use this data to make decisions about how to optimize the processes they manage.  
Level 5. Processes Are Continuously Improved - Level 5 organizations have built processes right into the 
essence of the organization. They know their processes and manage their processes. Moreover, they have systems 
in place to constantly improve their processes whenever possible. 
3. Results 
     The respondents were asked to rate the overall process maturity of their organization. The results are shown 
 in the Table 1 below.  
Table1. How would you  rate  the overall process maturity of  your organization? 
Answer options Response percent 
(%) 
Response Count 
Level 1 –Hardly Begun 
We have few process  initiatives, and do not understand our 
basic processes  very well. 
 
 
20 % 
 
104 
Level 2 - Focused on Major Processes  
We have  worked to improve our major processes,  mostly 
within specific departments, and can perform  some of them 
consistently and predict ably. We have a lot of work to do to 
understand our other processes.  
 
 
68 % 
 
353 
Level 3 --Focused on all Organization Processes 
We have worked to develop an overview of all of the  
processes within our organization.We have begun to  gather 
data on process performance throughout the  organization 
 
 
6% 
 
32 
Level 4 - We Measure and Manage Our Processes  
We systematically measure the results of nearly all  processes 
in our organization and have process  managers appointed 
who are responsible for achieving  well defined process goals 
 
 
              5% 
 
26 
Level 5 - We Are a Process Focused Organization  
All our managers and employees are aware of our  process 
goals and are working to constantly improve  our processes. 
 
 
1% 
 
5 
     
      A large part of Bulgarian enterprises (68%) were between 2-3 level, according to the scale of the CMM. They 
have organized and documented processes and seek to understand how management and support processes must 
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be reconciled in order to support the processes. They are not in a position to routinely improve their processes-
that are not sufficiently adaptable. These companies are focused on the redesign (reengineering) of processes 
within the functional departments and few of them are starting to move towards the more comprehensive wide- 
scale enterprise redesign. These organizations namely are beginning to feel the need to build a process 
architecture covering all processes in undertaking basic maintenance. 
     Enterprises that manage their processes in a very chaotic way are around 10%. They are immature and they 
are at the first level on the scale of the CMM. Mature companies in Bulgaria that are at the fifth level of CMM 
are only 1%.  They are usually representatives, branches or outsourcing of multinationals companies and those 
who are subcontractors for large international companies in the country. 
     From here is derived one of the main problems – Bulgarian enterprises in the most part are process-oriented, 
but are not mature enough. They need flexible BPM methodology to help them build process architecture, define 
the value chain to be able to easily manage and measure processes and promptly identify the need for change in 
line with the dynamics of the business environment. 
     A key finding is that immature organizations work with low quality and can’t achieve sustainable results. In 
contrast, in mature organizations, managers undergo continuous monitoring the quality of products and processes 
that accompany them. Deadlines and budgets are based on realistic data from previous years, expected costs, 
timing, functionality and quality of the products overlap with real achievements. Organizations with a mature 
attitude towards management of his processes are highly disciplined in terms of documenting and monitoring 
processes, create the necessary infrastructure and realize that it will add value. 
 
4. Conclusion  
      
        Overall, the major conclusion of this survey  is that most organization are focused on redesigning specific, 
departmental -level  processes and only beginning to move to a comprehensive process architecture. The leading 
companies are focused on moving from Level 4 to Level 5. The Bulgarian enterprises remain relatively 
immature. Only a handful of firms are able to realize consistent, repeatable results. The firms that are achieving 
results are those that have made a commitment to a dedicated BPM practice area, most notably, a BPM Center of 
Excellence  
      The CMM can help the Bulgarian enterprises to understand where they are today and to serve as a navigator 
on the way to achieving maturity in the management of business processes. Any enterprise can be placed at the 
appropriate level of maturity in terms of business process management. World's leading companies today focus 
their efforts to move to the fifth level and they have already created process architecture that shows how to 
combine the basic and auxiliary processes, which helps to build a management system that distributes the 
responsibilities of process managers provides resources, monitoring and measurement of processes. 
Nowadays, to manage processes effectively Bulgarian companies should take a more synthetic and modern 
approach for processes change that combines the best of the business process management, redesign, 
improvement and automation. Proposed methods of management of financial sustainability in most cases are 
contradictory and do not allow to ensure adequate management approach that successfully integrate and 
coordinate all of the options to change the business processes in Bulgarian enterprises. It is therefore necessary to 
develop adapted methodology to improve the management of the business processes therein. 
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